Abstract. The quality of web information systems is closely related with their users' expectations. In order to create good quality systems, web designers should understand how users perceive service quality of various performance attributes such as security, usability and information quality, and which ones they value the most. In this study, users' service quality perceptions of two different web sites were investigated. Data were obtained from 1,900 users of web sites of a for-profit online bookstore and a not-for-profit national information center through the E-Qual Index that was administered online. Users were asked to rate to what extent each web site satisfied the 22 performance attributes included in the E-Qual Index along with the importance they attached thereto. Quadrant analysis and gap analysis were used to analyze the data to find out the strengths and weaknesses of the web sites investigated. Moreover, performance attributes that need to be improved or that were "undervalued" by the users were identified. Findings indicate that each web site satisfied more than half the performance attributes listed in the E-Qual Index. Users attached more importance to performance attributes such as ease of use, provision of timely and relevant information and safety. Findings can be used to remedy the shortcomings of each web site and improve the web service quality.
Introduction
Web sites presenting information about a specific subject that appeal to a specific user group are called web information systems. These systems may have commercial, information sharing or information presenting purposes, and they need to be designed taking into consideration user satisfaction. The level of user satisfaction is determined by the extent to which users' expectations are met. Users often think that the quality of web information systems is closely related with the quality of information provided and the quality of system design [1], [2] , [3] . Users' expectations increase as web functionality does. Users become more demanding as they experience new web services and technologies [4] . This shows that users' expectations can change as fast as the Web itself does. Measuring service quality in the Web environment is important in terms of increasing the usage rate of systems. If web service quality is perceived positively by the users, it significantly affects the users' overall satisfaction, their eagerness to suggest the system to others and their tendencies to purchase/repurchase [5] .
This study attempts to measure the perceived service quality of web information systems by means of the E-Qual Index. It aims to understand users' differing approaches to web service quality attributes by comparing two web sites as examples. Comprised of 22 Likert-type questions, the E-Qual Index tests the concepts of web site usability, information quality and interaction quality, in general. The E-Qual Index was used to evaluate the users' perceived service quality of one for-profit web site (Idefix, an online shopping site, www.idefix.com.tr) and one not-for-profit web site (the National Academic Network and Information Center, ULAKBIM, www.ulakbim.gov.tr). Findings were compared to see if users' perceptions of web service quality differed in terms of types of web sites. Strengths and weaknesses of each web site were also identified.
Literature Review
The concept of "traditional" service quality started to attract attention in the 1980s [6] . The SERVQUAL Index with 22 questions and five different dimensions (Tangibles, Reliability, Responsiveness, Assurance, and Empathy) emerged as a tool to measure the traditional service quality. The dimensions measured by the SERVQUAL Index have since changed as more services and products have increasingly been offered via the Web. Still, most studies measured web service quality by using dimensions of the SERVQUAL Index . Factor analysis was used to identify the new web service quality dimensions. Among them are: usability, usefulness of content, the adequacy of information, accessibility, and interaction [12] ; responsiveness, competence, quality of information, empathy, web assistance, and callback systems [14] ; and, effectiveness, system availability, fulfillment, compensation, and contact [15] . Also, the quality of information, the features of perceived usability and the ease of use are significant measures from the users' point of view to evaluate the success of information systems [1], [2] .
The E-Qual Index was developed at the beginning of the 2000s in order to measure web service quality. It was based on the literature of information systems, marketing and human-computer interaction [16] . First versions of E-Qual Index (named "WebQual Index" before 2003) were used to evaluate web sites of various universities [17] , online auction web sites [18] , web sites of online bookstores [16] , government institutions providing electronic services [19] , [20] and an online bookstore and a national information center [21] , [22] . These studies show that E-Qual Index is a kind of "built-in scale" and reveals a consistent methodology and some harmonious results. Using factor analysis on data, dimensions of perceived service quality were usually identified as Usability, Design, Information Quality, Trust and Empathy. In one of these studies, the information presenting website of OECD's Forum on Strategic Management Knowledge Exchange (FSMK) was explored by removing the questions on Trust [23] . Results of the study were similar except for the Trust dimension. Users' views on Usability and Design dimensions changed positively after the web site was
